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RESPONSE OF THE UNITED STATES POSTAL SERVICE
TO INTERROGATORIES OF DOUGLAS F. CARLSON

DFC/USPS-30. Please discuss the extent to which the data providec in the responses
to DFC/USPS-16 and DFC/USPS-29 accurately reflect the number of Consumer
Service Cards that customers actually submitted and the number of telephone, written,
or in-person complaints that actually were transferred to Consumer Service Cards in
accordance with the procedures described in Attachment A to the response to
DFC/USPS-15. Please state the basis for your answer.

RESPONSE: Providing a comprehensive response to this question would require
substantial research at virtually every Postal Service facility. The Postal Service has

not conducted this investigation.



RESPONSE OF THE UNITED STATES POSTAL SERVICE
TO INTERROGATORIES OF DOUGLAS F. CARLSON

DFC/USPS-31. Please discuss the extent to which postal employees foliow the
procedures described in Attachment A to the response to DFC/USPS-15 (pages 2-3) in
transferring customer complaints to Consumer Service Cards. Please state the basis
for your answer.

RESPONSE: Providing a comprehensive response to this question would require
substantial research at virtually every Postal Service facility. The Postal Service has
not conducted this investigation. However, the Postal Service’s Consumer Advocate’s

office reports that it has no reason to believe that postal employees customarily fail to

follow proper procedures for filling out Consumer Service Cards.



RESPONSE OF THE UNITED STATES POSTAL SERVICE
TO INTERROGATORIES OF DOUGLAS F. CARLSON

DFC/USPS-32. Please discuss all procedures that the Postal Service uses to audit
postal employees' compliance with the procedures described in Attachment A to the
response to DFC/USPS-15. Please provide the results of any audits or procedures.
RESPONSE: Determining the efforts that are made locally to audit compliance with the
procedures described in Management Instruction PO-250-93-2, regarding customer
complaint resolution, would require an extensive investigation, which the Postal Service
has not conducted. The Postal Inspection Service and Headquarters Consumer

Advocate’s office report that these procedures have not been the subject of audit

attention on the national level.
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